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Exercise in Customer Service and Interviewing

To conduct this exercise the presenter will need to have a table set up with a lap top computer with internet and phone with speaker capability. 
The table should be set up as a demonstration area in the front of the room for participants to see. The computer will need internet access so the volunteer can use it as if a live Telecenter day. The phone will need speaker capability to allow the participants in the training to hear both sides of the conversation. 

First Part of this exercise will require two volunteers: one to play the role of the beneficiary and one to play the role of the Telecenter Counselor.
The trainer can ask for volunteers or randomly pick from the audience.
The script attached is written to help guide the volunteer who will be playing the role of the beneficiary. The counselor will not have a script but will have to respond and react to the beneficiary and complete the call just as they would on a normal day of operation. It is recommended that an experienced counselor do the first exercise to try and demonstrate proper handling of a call. 

The Presenters role during the call will be to provide comment to the audience and highlight the correct methods and/or address poor phone skills displayed by the counselor. 

Key areas of the call the presenter should focus on:

Stage1: Develop Relationship and Trust
(Greeting)

Stage 2: Define and Clarify the Problem  

Stage 3: Provide Information and Guidance

Stage 4: Explore and Discuss Referrals and Alternatives

Stage 5: End the Call (Closing)
*Special attention should also be made to how the counselor collected information and efficiently recorded needed data from the call.

In addition the presenter should explain how to ask questions to get needed information as well as how to document the call.

Remember, the key importance to this exercise is not necessarily the direct information provided to the caller and if its exactly right or the best advise, but rather the way the counselor handles the over all call. Emphasis will focus on, greetings and closing,  voice tone, compassion, as well as how to get needed information, use of resources, clear explanation and direction, coverage of all relevant issues and proper documentation. 
Scenario 1:

Beneficiary Profile:  The beneficiary in this case scenario is a 65 year old male from South East, PA. He has above average income, $2500 / month and can afford a supplemental Medigap policy in addition to his Medicare Part D plan. He has been on Medicare for 5 months
His wife, who is under 65, recently got a new job that has benefits and the beneficiary is calling to see what his options are. And is seeking some guidance.

Beneficiary Caller Script:

Caller: Hi, yes did you say this is APPRAISE?

Caller: Do you guys help people with insurance?

Caller: I am looking for some help on what to do with my insurance?

Caller: You see I am on Medicare, have been so for about 5 months now, and my wife just got a great job, my questions is now what do I do? 

(Note: Volunteer should not give this information out unless the counselor requests it)

Birthday is: April 1, 1942

Zip Code is; 15614

MC number is: 110-00-5555

Effective dates A and B- 04/01/2007

Address: 100 Care Lane, Smithville, PA 15614

Phone: 1-814-555-5555

Supplement Insurance with: AARP

The volunteer playing the role of the beneficiary will want to ask some of the following questions when able to.
Caller: Can I drop Medicare and go with my wife’s insurance?

Caller: Is there any advantage to doing so?

Caller: How long will it take?  

Caller: How much time do I have to decide?

Caller: Can I have both?

Caller: Is there any advantage to having both?

Caller: Do I need supplement insurance or Part D if I keep my Medicare and my wife’s insurance?

Caller: What if my wife retires?

Caller: Am I protected in anyway from the penalties they always talk about?

After the beneficiary is done asking all the questions and receiving advice, he elects to do nothing and stay with MC and supplement policy and keep his Part D plan as well. 
2) Second Part of the exercise is to have two new volunteers come up and one be the caller and the second the Telecenter Counselor.
Scenario 2:
Female beneficiary from Central PA 72 years old, lives alone depends on her daughter to handle most of her financial and insurance issues. Works part time at Mc Donalds and has her SSA and does not qualify for an LIS assistance. The beneficiary recently got a letter from her Medicare Advantage Plan that says she will be terminated. Her daughter is not sure what to do and is working and cannot help her right now. In a panic the beneficiary calls the number on the letter,-1800-783-7067. 
Beneficiary Caller Script:

Caller: Hello, yes I need help.
Caller: I am losing my insurance
Caller: I got a letter that says I will be terminated 
Caller: My daughter can’t help me , she is working and takes care of all my stuff. I am so scared to lose this insurance. 

(Note: Volunteer should not give this information out unless the counselor requests it)

Birthday is: November 12 , 1935
Zip Code is; 15555
MC number is: 110-00-0005
Effective dates A and B- 11/01/2000
Address: 100 Medical Lane, Jonesville, PA 15555
Phone: 1-814-555-5555

Insurance with: Highmark BC/BS Security Blue Standard Plan.
At the conclusion of this exercise discuss with the group how the call was handled focusing on the key issues above 
Stage1: Develop Relationship and Trust
(Greeting)

Stage 2: Define and Clarify the Problem  

Stage 3: Provide Information and Guidance

Stage 4: Explore and Discuss Referrals and Alternatives

Stage 5: End the Call (Closing)
*Special attention should also be made to how the counselor collected information and efficiently recorded needed data from the call.

